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(57) A method and apparatus are provided for pre- 
senting script to be followed by a telemarketer during a 
threaded conversation with a customer. The method in- 
cludes the steps of recognizing a word content of a re- 
sponse of the customer to a first portion of the presented 
script and detecting key words and key words in context 
of the response. The method further includes the steps 
of evaluating the detected key words and key words in 



context to determine an information content, comparing 
the information content of the evaluated words with an 
information content of a plurality of expected ci 
responses and selecting the expected c 
sponse with a closest relative match and following a 
script associated with the selected expected customer 
response of the customer as a second portion of the pre- 
sented script. 
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Description 

Field of the Invention 

[0001] The field of the invention relates to telemarket- 
ing and more particularly to presentation materials used 
by telemarketers. 

Background of the Invention 

[0002] Telemarketing is one of the fastest growing ar- 
eas of commerce. Hardly a day goes by for anyone with- 
out receipt of a call from a telemarketer. 
[0003] While some calls are informative and well-fo- 
cussed, other calls are viewed as tedious and unwel- 
come. Often the perception of the telemarketer by the 
customer is based upon the skill and training of the tele- 
marketer. 

[0004] In order to maximize the performance of tele- 
marketers, telemarketing organizations usually require 
telemarketers to follow a predetermined format during 
presentations. A prepared script is usually given to each 
telemarketer and the telemarketer is encouraged to 
closely follow the script during each call. 
[0005] Such scripts are usually based upon expected 
customer responses and typically follow a predictable 
story line, including a beginning, a middle and an end. 
Typically, such scripts begin with the telemarketer iden- 
tifying herself/himself and explaining the reason for the 
call. The script will then usually begin with an explana- 
tion of the product and the reasons why a consumer 
should wish to have the product. Finally, the script may 
complete the presentation with an inquiry of whether the 
customer would want to purchase the product. 
[0006] While such prepared scripts are sometimes ef- 
fective, they are often ineffective where a customer asks 
unexpected questions or where the customer is in a hur- 
ry and wishes to complete the conversation as soon as 
possible. In these cases, a telemarketer will often be- 
come flustered or loose track of where he/she is in the 
story line. Often a call which could have resulted in a 
sale will result in no sale and, more importantly, an irri- 
tated customer. Because of the importance of telemar- 
keting, a need exists for a better method of preparing 
telemarketers. 

Brief Description of the Drawings 
[0007] 

FIG. 1 is a block diagram of a scripting system under 
an illustrated embodiment of the invention, shown 
in a context of use; 

FIG. 2 is a screen that may be used by an agent of 
the system of FIG. 1 ; and 

FIG. 3 depicts scripts within a memory of the system 
of FIG. 1. 



Summary 

[0008] A method and apparatus are provided for pre- 
senting script to be followed by a telemarketer during a 
5 threaded conversation with a customer. The method in- 
cludes the steps of recognizing a word content of a re- 
sponse of the customer to a first portion of the presented 
script and detecting key words and key words in context 
of the response. The method further includes the steps 
'0 of evaluating the detected key words and key words in 
context to determine an information content, comparing 
the information content of the evaluated words with an 
information content of a plurality of expected customer 
responses and selecting the expected customer re- 
's sponse with a closest relative match and following a 
script associated with the selected expected customer 
response of the customer as a second portion of the pre- 
sented script. 

20 Detailed Description of a Preferred Embodiment 

[0009] FIG. 1 is a block diagram of a scripting system 
10 in accordance with an illustrated embodiment of the 
invention and shown generally in a context of use. As 

25 shown, calls may be connected between customers 12, 
14 and a telemarketer (e.g., agent) 20, 26 through a 
communication system network 16 and call processing 
system 1 B. The communication system network 1 6 may 
be any appropriate communication system network (e. 

so g., a public switched telephone network, cellular tele- 
phone, satellite, land mobile radio, Internet, etc.). Simi- 
larly, the call processor 1 8 may be an automatic call dis- 
tributor (ACD), a host computer, etc.). 
[0010] The scripting system 10 may be implemented 

35 under any of a number of different formats. For example, 
where implemented in connection with the PSTN, sat- 
ellite, cellular or land mobile radio, the script processor 
10 would operate within a host computer associated 
with an ACD and receive voice information (e.g., pulse 

40 code modulation (PCM) data) from a switched circuit 
connection (provided by a matrix switch of the ACD) 
which carries voice between an agent 20, 26 and a cus- 
tomer 12, 14. 

[001 1 ] Where the scripting system 1 0 is implemented 
45 jn connection with the Internet, the scripting system 10 
may operate from within a server. Voice information may 
be carried between an agent 20, 26 and customer 12, 
14 using VOIP telephony. The scripting system 10 may 
monitor the voice of the agent and customer by moni- 
50 toring voice packets passing between the agent 20, 26 

[0012] For purposes of explanation, it may be as- 
sumed that the call processor 18 is a host computer 
which monitors a call connection between the agent 12, 
55 14 and customer 12, 14 and provides scripted text for 
display on a computer terminal 24, 30 of an agent 20, 
26. The host 1 8 may intercept packets of voice data from 
the agent 20, 26 and route the voice data to voice rec- 
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ognilion software 32. Similarly, the host 1 8 may intercept 
voice data from the customer 12,14 and route the voice 
data to the voice recognition software 32. The host 18 
may also complete call connections between the agent 
20, 26 and customer 12, 14 using an ACD or VOIP te- 
lephony. 

[001 3] The recognized words of the agent 20, 26 may 
be maintained separately from the recognized words of 
the customer 12, 14 for reasons which will become ap- 
parent shortly. In addition to recognizing the word con- 
tent of the conversation, the voice recognition software 
32 may also detect and record a word rate. The scripting 
system 10 may also perform a fast Fourier transform 
(FFT) on each word spoken by the agent and customer 
using a FFT module 46. Such FFT may be performed 
to measure a pitch of the voices of each participant to 
the conversation. Word rate and pitch may together be 
used with the recognized words to measure excitement, 
anger as well as an overall presentation style of the 
agent 20, 26. 

[001 4] Under the illustrated embodiment, the host 1 8 
presents telemarketing scripting 50 (FIG. 2) on a display 
56 of the terminal 24, 30 of the agent 20, 26. The host 
18 retrieves the scripting from a scripting file 42 stored 
in a database memory 38 of the host 18. 
[0015] Included within the memory 38 may be a 
number of scripts 60, 62 (FIG. 3). A first script 60 may 
be provided for a first type of customer 12. A second 
script 62 may be provided for another type of customer 
14. 

[0016] Further, even for a single script, a first set of 
paragraphs 62, 64 may follow a first story line. An aux- 
iliary set of scripts (e.g., 66, 68, 70) may be provided for 
optional story lines. The auxiliary set of scripts 66, 68, 
70 may be provided to allow an agent 20, 26 to respond 
to any of a number of situations involving optional cus- 
tomer reactions and concerns. Moreover, each auxiliary 
script may be associated with an expected customer re- 
sponse (ER) which may trigger use of the auxiliary script 
66, 68, 70. 

[0017] By concatenating portions of the story line 62, 
64 and auxiliary scripts 66, 6B, 70, an agent 20, 26 may 
engage in a threaded discussion with a customer 12,14 
which is much more likely to lead to closure of a sale for 
the telemarketer. As used herein, the term "threaded 
conversation" or "threaded discussion" means an infor- 
mation exchange between an agent 20, 26 and custom- 
er 12, 14 where a progressive (i.e., weighted) informa- 
tion content of the discussion at any instant of time is 
determined by a temporal relation of the comments sub- 
mitted by the participants to the conversation and 
wherein the most recent comments carry the most 
weight. 

[0018] As an example, the story line of script 62, 64 
may revolve around sale of widgets. Absent any com- 
ments from the customer 12, 14, the paragraphs of the 
script 62, 64 may scroll across the screen 56 without 
interruption. However, the customer 12, 14 may ask any 
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of a number of questions, thereby interrupting flow of 
the story line. For example, the customer 12, 14 may 
say "I already have one", or "I'm not interested", or "I 
might be interested", or "I am interested", or "I've heard 

s that your widget is a terrible product" or "I hate that prod- 
uct". Alternatively, the customer 12, 14 may ask "Why 
do I need this" or "What are you selling", or "What good 
is it" or "Don't call here anymore", or "How do I order 
one", or "How long is delivery", or "Is there a guarantee", 

w or"Can I return it". Each customer comment or question 
may require a different answer. To provide an appropri- 
ate response to each customer comment, a comparison 
may be made between each customer response and the 
scripts 62, 64, 66, 68, 70. Where a match is found, the 

'5 matched script is presented to the agent to guide the 
agent through his conversation with the customer 12, 

[0019] Turning now to operation of the scripting sys- 
tem 1 0, a specific example will be offered. Under the 

20 example, a call may be set up between an agent 20, 26 
and a customer 12,14. The host 1 8 may connect a voice 
recognition unit 32 to a voice path from the agent 20, 26 
and a voice recognition unit 32 to a voice path from the 
customer 12, 14. 

25 [0020] The scripting system 1 0 may also retrieve and 
display an initial portion of a script 50 on a screen 56 of 
the agent 20, 26. The agent 20, 26 may begin reading 
the script 50. The voice recognition unit 32 may recog- 
nize the words spoken by the agent 20, 26. After the 

30 agent 20, 26 reads each portion, the scripting system 
10 may recognize completion of the portion, but may 
pause before displaying the next portion. Such pause 
may be provided to allow the customer 12, 14 an oppor- 
tunity to respond. 

35 [0021 ] If the customer does not respond, then after a 
short pause, the scripting agent 1 0 causes the next por- 
tion of the script to be presented on the display 56 of the 
agent and the agent continues reading. 
[0022] Underthe illustrated embodiment, the scripting 

■to system 10 may receive and process a speech content 
from each conversation within a content processor 34. 
It should be understood that the scripti ng system 1 0 may 
simultaneously handle any number of threaded conver- 
sations. 

45 [0023] The content processor 34 of the scripting sys- 
tem 1 0 may perform natural language processing in or- 
der to read through and parse text blocks of conversa- 
tions to determine what questions or comments have 
been made and, once a question or comment has been 

so identified , to pass the question to an information conte nt 
processor 40 to get a response. 

[0024] For example, the threaded conversation may 
be related to the sale of widgets. The customer may 
make the statement "How much is the widget"? 
55 [0025] The content processor 34 functioning as a 
parsing processor may parse the content of the conver- 
sation for key words and/or key words in context. Any 
appropriate software may be used (e.g., Brightwares 
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natural languages processing, NetPerceptions group- 
ing/affinity alignment tools, etc.). 

[0026] The words "How much" may be determined to 
be indicative of a question and an indication of the in- 
formation desired. The word "widget" may be identified 
as a key word indicating a subject of the question. 
[0027] Keywords may be weighted within a weighting 
processor 48 according to a time since they were last 
used to form a weighted information content, which re- 
flect the threaded nature of the conversation. Keywords 
used more recently may be given a higher weight than 
older keywords. Keywords may also be weighted based 
upon a relative information content of each key word. 
[0028] Weighting based upon time-of-use may be lin- 
ear or based upon some other mathematical operator 
(e.g., asymptotic, hyperbolic, etc.). Upon receiving each 
response from the customer 1 2, 1 4, the content proces- 
sor 34 determines a weighted information content for the 
conversation carried forward to that instant. The content 
processor 34 passes the weighted information content 
to the information content processor 40. The information 
content processor 40 proceeds to search a database 3B 
for similar material. 

[0029] The search may be performed under any of a 
number of different formats. The information content 
processor may search for key words throughout the da- 
tabase or the weighted information content may be used 
to define a subject matter which may then be used to 
limit the database search. 

[0030] In the example given above, the set of expect- 
ed customer responses (ERs) may be searched first. 
Where the expected response substantially matches 
the recognized comment from the customer 12, 14, the 
associated script 66, 68, 70 is presented to the agent 
20, 26. 

[0031] If the recognized comment from the customer 
12, 14 does not substantially match an expected re- 
sponse, then the information content processor 40 may 
begin processing the scripts for similarity of subject mat- 
ter. The similarity of subject matter may be taken as a 
measure of the suitability of the material for presentation 
to the customer 12, 14. 

[0032] Once similar materials have been located, the 
information content processor 48 may then endeavor to 
form an objective measure of the information content of 
the located material. The objective measure of informa- 
tion content may be based upon any appropriate gauge. 
For example, each of the key words identified within the 
threaded conversation and found within the located ma- 
terial may be weighted (i.e., using the corresponding 
weights of the weighted information content). The 
weights associated with each key word may then be 
summed. Key words not found within the located mate- 
rial would not be included within the sum (i.e. , the miss- 
ing key words would be given a value of zero), thereby 
providing a measure of the differences in information 
content. 

[0033] Similarly, the weight values given to the key 
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words of the weighted information content may be 
summed. A objective difference value may be deter- 
mined by subtracting the sum of the weighted key words 
of the located material from the sum of the weighted, 

s recognized key words of the conversation. 

[0034] Alternatively, a Hamming distance may be de- 
termined between the words of the located material and 
the key words of the conversation. Identical words found 
within the located material may be given the highest val- 

»o ue; synonyms a lesservalue, related words a lesser val- 
ue yet. Missing words may be given a value of zero. As 
above, the Hamming distance values assigned to each 
word of the located material may be multiplied by a cor- 
responding weighting value and summed. As above, an 

15 objective difference value may be found by subtracting 
the summed, weighted Hamming distance values of the 
located information from the sum of the weights of the 
weighted information content. 

[0035] Once an objective difference value has been 
so determined, the difference value may be compared with 
a threshold within a comparator 36 to determine a meas- 
ure of reliability. Where the objective difference value 
exceeds the threshold value, the located material may 
be presented to the agent 20, 26. 
25 [0036] To further improve agent performance, an sub- 
jective rating system may be used. Underthe illustrated 
embodiment, a perceived receptiveness of the custom- 
er 12, 14 may be entered by the agent 20, 26 using a 
cursor 52 and a receptiveness scale 54 (FIG. 2). Using 
30 the receptiveness scale 54, the scripting system 1 0 may 
pace a storyline based upon a perceived receptiveness 
of the customer 12, 14. 

[0037] Where a customer 12, 14 is perceived as being 
skeptical (e.g., the agent 20, 26 enters a low value on 

35 the receptiveness scale 54), the scripting system 10 
may extend the storyline to include more detail directed 
to overcoming the customer's skepticism. Where the 
customer 12, 14 is perceived as being very receptive, 
the scripting system may omit significant detail and ac- 

<*0 celerate the story line by presenting script directed to 
closing the sale, thereby significantly improving the ef- 
ficiency of the agent 20, 26. 

[003B] Under another illustrated embodiment, the 
scripting system 1 0 may also provide scripting to disen- 

45 gage the agent 20, 26 where circumstances suggest a 
very low probability of a sale. For example, a disengage- 
ment processor 43 may be provided and operated in the 
background to monitor the recognized words for ob- 
scenities and/or negative comments. However, since 

50 some customers innocently using obscenities, the sub- 
jective evaluation of receptiveness entered by the agent 
20, 26 may be used in connection with the detection of 
obscenities to identify a need to terminate the conver- 

55 [0039] Where a need is identified for termination of 
the conversation, the scripting system 10 would search 
for and present an appropriate a script to the agent 20, 
26. For example, the script may simply say "We are sor- 
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ry to have disturbed you, goodbye". Alternatively, the 
script may say "We are happy to hear that you already 
have a widget, even though you may have received it 
from our competitors. We hope we may call you again 
when a similarly exciting product becomes available. 
Goodbye". 

[0040] The scripting system 1 0 may also include a de- 
viation processor47 to measure deviations in an agent's 
presentation and a presented script. By measuring de- 
viations between the presented text and agent perform- 
ance (i.e., sales performance), a script adapting proc- 
essor 45 of the scripting system 1 0 may adapt the script 
to incorporate successful sales techniques. 
[0041] For example, the agents 20, 26 would typically 
enter sales orders through their assigned terminals 24, 
30. A performance processor 49 may compares sales 
totals among all agents 20, 26 and select the most suc- 
cessful agent. Alternatively, the performance processor 
49 may compare sales totals with a sales threshold and 
select each agent with a sales total above a threshold 
value. In each case, the performance processor 49 may 
then compare the script presented to the selected agent 
with the recognized words (and pitch and word rate) 
used by the agent during his presentation to detect any 
differences. Where it is determined that the selected 
agent 20, 26 is consistently successful, the detected dif- 
ferences may be incorporated into script presented to 
all of the agents 20, 26. In order to incorporate subtleties 
such as pitch and word rate, parenthetical instructions 
may be inserted into the text to prompt the agent 20, 26 
to follow successful techniques used by others. 
[0042] Under an alternate embodiment, the agent 20, 
26 may be replaced by a speech synthesizer 41 . As 
script is presented to the synthesizer 41 , the synthesizer 
41 converts the text into speech into presentation to the 
customer 12, 14. As above, the script follows a prede- 
termined story line until the threaded nature of the con- 
versation departs from a preferred story line. 
[0043] As above, the scripting system 10 follows the 
conversation by analyzing the comments from the cus- 
tomer 12, 14 and from the synthesizer 41 . The informa- 
tion content processor 48 forms an objective measure 
of the information content. The comparator 36 forms an 
objective difference value for any information located 
which conforms to the threaded path of the conversa- 
tion. Where the objective difference value exceeds the 
threshold, the located script is transferred to the synthe- 
sizer 41 for oral presentation to the cuxtomer 12, 14. 
[0044] A specific embodiment of a method and appa- 
ratus for a creating scripts by translating agent/customer 
conversations according, to the present invention has 
been described for the purpose of illustrating the man- 
ner in which the invention is made and used. It should 
be understood that the implementation of other varia- 
tions and modifications of the invention and its various 
aspects will be apparent to one skilled in the art, and 
that the invention is not limited by the specific embodi- 
ments described. Therefore, it is contemplated to cover 



the present invention and any and all modifications, var- 
iations, or equivalents that fall within the true spirit and 
scope of the basic underlying principles disclosed and 
claimed herein. 

5 [0045] Where technical features mentioned in any 
claim are followed by reference signs, those reference 
signs have been included for the sole purpose of in- 
creasing the intelligibility of the claims and accordingly, 
such reference signs do not have any limiting effect on 

'o the scope of each element identified by way of example 
by such reference signs, adapted to allow the telemar- 
keter to subjectively evaluate a response of the custom- 
er to the first portion of the presented script by the tele- 
marketer. 

15 [0046] 25. The apparatus for presenting script as in 
claim 21 furthercomprising a disengagement processor 
adapted to recognize obscenities in the response. 
[0047] 26. A method of selecting script for presenta- 
tion to a customer during a threaded conversation, such 

20 method comprising the steps of: 

recognizing a word content of a response of the cus- 
tomer to a first portion of the threaded conversation ; 
detecting key words in context of the response; 

35 evaluating the detected key words in context to de- 
termine an information content; 
comparing the information content of the evaluated 
words with an information content of each of a plu- 
rality of expected customer response; and 

30 selecting the expected customer response with a 
closest relative match for presentation to the cus- 



Claims 

1. A method of presenting script to be followed by a 
telemarketer during a threaded conversation with a 
customer, such method comprising the steps of: 

recognizing a word content of a response of the 
customer to a first portion of the presented 

detecting key words and key words in context 
of the response; 

evaluating the detected key words and key 
words in context to determine an information 

comparing the information content of the eval- 
uated words with an information content of a 
plurality of expected customer responses and 
selecting the expected customer response with 
a closest relative match; and 
following a script associated with the selected 
expected customer response of the customer 
as a second portion of the presented script. 

2. The method of presenting script as in claim 1 further 
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comprising recognizing a word content of the tele- 
marketer during presentation of the first portion. 

3. The method of presenting script as in claim 1 where- 
in the step of recognizing a word content of the tele- 5 
marketer during presentation of the first portion fur- 
ther comprises detecting deviations between the 
recognized word content of the telemarketer and 
the first portion of the presented script. 

4. The method of presenting script as in claim 3 where- 
in the step of detecting deviations between the rec- 
ognized word content of the telemarketer and the 
first portion of the presented script further compris- 
es measuring an objective performance level of the '5 
telemarketer and associating the measured per- 
formance level with the deviation. 

5. The method of presenting script as in claim 4 where- 
in the step of associating the measured perform- 20 
ance level with the deviation further comprises 
changing the first portion of the script when the per- 
formance level exceeds a threshold level. 

6. The method of presenting script as in claim 1 further 25 
comprising subjectively evaluating a response of 
the customer to the first portion of the presented 
script by the telemarketer. 

7. The method of presenting script as in claim 6 further 30 
comprising using the subjective evaluation of the 
customer by the telemarketer to resolve ambiguity. 

8. The method of presenting script as in claim 1 further 
comprising recognizing a negative response from 35 
the customer. 

9. The method of presenting script as in claim 8 where- 
in the step of detecting a negative response further 
comprising recognizing obscenities in the re- *o 

1 0. The method of presenting script as in claim 8 where- 
in the step of recognizing a negative response fur- 
ther comprises terminating the conversation. *s 

1 1 . An apparatus for presenting script to be followed by 
a telemarketer during a threaded conversation with 
a customer, such apparatus comprising: 

50 

means for recognizing a word content of a re- 
sponse of the customer to a first portion of the 
presented script; 

means for detecting key words and key words 
in context of the response; 55 
means for evaluating the detected key words 
and key words in context to determine an Infor- 
mation content; 



means for comparing the information content of 
the evaluated words with an information con- 
tent of a plurality of expected customer re- 
sponses and selecting the expected customer 
response with a closest relative match; and 
means for following a script associated with the 
selected expected customer response of'the 
customer as a second portion of the presented 
script. 

12. The apparatus for presenting script as in claim 11 
further comprising means for recognizing a word 
content of the telemarketer during presentation of 
the first portion. 

13. The apparatus for presenting script as in claim 11 
wherein the means for recognizing a word content 
of the telemarketer during presentation of the first 
portion further comprises means for detecting devi- 
ations between the recognized word content of the 
telemarketer and the first portion of the presented 

14. The apparatus for presenting script as in claim 13 
wherein the means for detecting deviations be- 
tween the recognized word content of the telemar- 
keter and the first portion of the presented script fur- 
ther comprises means for measuring an objective 
performance level of the telemarketer and associ- 
ating the measured performance level with the de- 
viation. 

15. The apparatus for presenting script as in claim 14 
wherein the means for associating the measured 
performance level with the deviation further com- 
prises means for changing the first portion of the 
script when the performance level exceeds a 
threshold level. 

16. The apparatus for presenting script as in claim 11 
further comprising means for subjectively evaluat- 
ing a response of the customer to the first portion 
of the presented script by the telemarketer. 

17. The apparatus for presenting script as in claim 16 
further comprising means for using the subjective 
evaluation of the customer by the telemarketer to 
resolve ambiguity. 

18. The apparatus for presenting script as in claim 11 
further comprising means for recognizing a nega- 
tive response from the customer. 

19. The apparatus for presenting script as in claim 18 
wherein the means for detecting a negative re- 
sponse further comprising means for recognizing 
obscenities in the response. 



6 



EP 1 191 772 A2 



20. The apparatus for presenting script as in claim 18 
wherein the means for recognizing a negative re- 
spo nse further comprises means for termi nati ng the 
conversation. 

21 . An apparatus for presenting script to be followed by 
a telemarketer during a threaded conversation with 
a customer, such apparatus comprising: 

word recognition software adapted to recog- if 
nize a word content of a response of the cus- 
tomer to a first portion of the presented script; 
a parsing processor adapted to detect key 
words and key words in context of the re- 
sponse; 15 
an information content processor adapted to 
evaluate the detected key words and key words 
in context to determine an information content; 
an information comparator adapted to compare 
the information content of the evaluated words 20 
with an information content of a plurality of ex- 
pected customer responses and selecting the 
expected customer response with a closest rel- 
ative match; and 

a script display which allows an agent to follow ss 
a script associated with the selected expected 
customer response of the customer as a sec- 
ond portion of the presented script. 

22. The apparatus for presenting script as in claim 21 so 
furthercomprising a deviation processor adapted to 
detect deviations between the recognized word 
content of the telemarketer and the first portion of 
the presented script. 

35 

23. The apparatus for presenting script as in claim 22 
wherein the deviation processor further comprises 
a performance processor adapted to measure an 
objective performance level of the telemarketer and 
associating the measured performance level with to 
the deviation. 

24. The apparatus for presenting script as in claim 11 
furthercomprising a cursor and receptiveness chart 
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